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University librarian’s review
A ugust 1997 saw the end of an era w ith the resignation of John  Shipp to take up 
the prestigious appointm ent of University of Sydney Librarian. John  had been 
University Librarian at W ollongong since 1986, providing leadership during  a 
tim e of unprecedented change for the library profession. Both the Library and the 
w ider U niversity  com m unity  benefited from Jo h n ’s foresight, encyclopaedic 
k n o w led g e  an d  cap ac ity  for 
sheer hard work in transform ing 
the Library from a somewhat 
reactive reposito ry  o f m ainly 
p r in t  m a te r ia ls  to  a c l ie n t-  
c e n tre d ,  p ro a c tiv e  and  
te c h n o lo g ic a lly  in n o v a tiv e  
inform ation service.
T he l ib ra ry  p ro fess io n , as a 
whole, and the w ider scholarly 
com m unity have also benefited 
im m e a su ra b ly  from  J o h n ’s 
leadership and his willingness to 
contribute both tim e and expertise to a range of issues affecting the provision of 
scholarly inform ation in an environm ent of constant technological and educational 
change. This year, Joh n  continued to represent the Library com m unity on various 
standing com m ittees of the Australian Vice-Chancellors’ Conference concerned 
w ith inform ation access. John is 
a lso  P re s id e n t- e le c t  o f  th e  
A u s tra l ia n  L ib ra ry  an d  
In fo rm a tio n  A ssoc ia tion  for 
1998.
U n iv e rs ity  and L ib rary  s ta ff 
fa rew elled  Jo h n  w ith  m any  
accolades and it was w ith great 
personal regret tha t I farewelled 
a colleague, m entor and friend 
of m ore than a decade.
T h e  U n iv e rs i ty  C o u n c il  
accepted the V ice-Chancellor’s 
re c o m m e n d a tio n  o f  m y 
appoin tm ent to the position vacated by John on A ugust 11. The post was taken 
up w ith some trepidation , however, confident of the support of an incomparable 
staff and w ith the good wishes of colleagues throughout the tertiary sector, I look 
forward to a fu ture w hich doubtless includes challenges exceeding those of the 
past.
T he Library com m enced 1997 w ith a changed reporting structure w ith in  the 
U niversity . A ra tio nalisa tion  of Senior Executive responsib ilities included  
transferring the Library to the portfolio of Professor C hristine Ewan, Pro Vice- 
Chancellor (Academic), from that of the Pro Vice-Chancellor (Research). Both 
Joh n  and I had enjoyed w orking w ith  Professor B ill Lovegrove bu t equally 
welcomed the opportun ity  to work w ith Professor Ewan and other m embers of 
the new Academic Services Division.
Lara Duggan and the former  Archivist at the s ta ff s 
farewell afternoon tea for John Shipp
John Shipp. Val Moon and Vice-Chancellor Gerard Sutton 
at John’s farewell
The Library participated in the identification of reshaping strategies necessitated 
by the Federal G overnm ent’s funding cuts to higher education. A lthough the 
bookvote was protected to a large extent, reductions in staffing and operational 
budgets, as well as the very real reduction in purchasing power occasioned by 
unfavourable exchange rates, m eant looking anew at structures, services and 
processes. The successful integration of quality m anagem ent techniques was of 
invaluable assistance in identify ing opportun ities for reducing costs, while 
m aintain ing and im proving service levels. E ight positions were relinquished 
through natural a ttrition  The issue of reduced purchasing power for a Library 
w ith barely adequate resources for teaching, learning and research remains high 
on the agenda and will be critical for the University com m unity to address in 
1998 and beyond.
The Library C om m ittee was naturally preoccupied w ith the problem  of m anaging 
a bookvote unable to meet all of the needs of the com m unity and is working 
closely w ith Library staff to identify the best possible solutions to the issues before 
it. A part from recom m ending allocations to faculties for m onographs, serials, 
interlibrary loans and initiatives, the C om m ittee received reports on surveys of 
building space, materials availability and interlibrary loans. The proposed relocation 
of the Law Library, one of the strategies for increasing the space available for 
m onograph grow th, was planned in consultation with the Library C om m ittee 
and the Law Faculty. A lthough Law staff are not entirely happy w ith the change, 
they are w orking w ith Library staff to ensure tha t services to Law are m aintained 
and improved.
In October, the Library hosted a m eeting of the Council of Australian University 
Librarians (CAUL ), for the first time. Some 39 University Librarians or their 
representatives, plus the D irector of Inform ation Technology Services, Greg Naim o 
were welcomed to the campus by the Vice-Chancellor, Professor G erard Sutton. 
The program  included a sem inar on the process of applying for research grant 
funding. The U niversity’s Pro Vice-Chancellor (Research), Professor Bill Lovegrove 
and the Dean of the Faculty of Informatics, Professor A h-Chung Tsoi, kindly 
relinquished the ir Sunday afternoon to present an extrem ely inform ative and 
interesting sem inar to the librarians. The Monday m eeting was followed by the 
opening o f the new Bennetts/Blackwells warehouse in the northern Sydney suburb 
of Belrose, which included a g litte rin g  cocktail reception and an erudite and 
am using occasional address by the H on G ough W hitlam .
Towards the end of the year, the Library's new m anagem ent structure was approved. 
W ithou t the option of replacing the D eputy U niversity Librarian position, it was 
decided to share the m ajor responsibilities between two existing staff m em bers by 
replacing and extending the Divisional Librarian positions. Lynne W right accepted 
the position of Manager, C lient Services and N eil Cairns that of Manager, Technical 
and Corporate Services. Lynne's special expertise is in inform ation literacy and she 
has worked successfully w ith o ther cam pus m em bers on the in tegration of generic 
skills into the curriculum . N eil s particular expertise is in inform ation technology 
and he has been responsible for many of the Library’s successful technological 
innovations. The Library Executive C om m ittee has been extended to six m em bers 
to include Sue Craig, Lending services Coordinator, Pam Epe, A cting Technical 
Services Coordinator and Catriona M cG urk, Reference Librarian. The Team enjoys 
a range of com plem entary skills which will ensure continuance of the excellently 
m anaged facility and services which our com m unity  expects and supports.
Together, we look forward to w orking even more closely w ith other m embers of 
the cam pus com m unity  to ensure th a t we support the U niversity’s strategic 
direction, tha t we exploit all appropriate opportunities offered by innovations in 
technology and delivery modes and that we continue to support and develop the 
skills of Library staff to ensure tha t the benefits of im provem ents in inform ation 
delivery are passed on to all of our clients.
Felicity M cGregor 
University Librarian
QSE and the Annual 
Report
A ustralian  Q ualitv Awards
The integration of Q uality M anagement into all Library processes and services is 
reflected in the format of the Annual Report.
Instead of reporting by function or departm ent, as in previous years, the report is 
organised around the five Critical Success Factors (CSFs), agreed by staff during 
the year. The CSFs represent the outcom e of feedback from our clients and other 
stakeholders, environm ental analysis, both internal and external, as well as our 
vision for the future, docum ented in Prospect 2005  Achievements are reported in 
terms of Key Performance Indicators (KPls), identified for each CSF Goals have 
been developed to ensure success in each performance area.
This overall analysis provides the framework for the more detailed Strategic Plan, 
in which all Library teams develop relevant goals and im provem ent strategies, 
accompanied by improvem ent indicators and measures.
Critical Success Factors
Client Service Satisfaction 
Effective Support for Research. Teaching and Learning 
Effective/Efficient Resource Management 
Innovation 
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Client service satisfaction was m onitored throughout 1997 by means of a series of 
planned assessment activities, w ith the following results:
exit surveys o f clients 
using  the Info rm ation  
Desk ind icated  a high 
level of satisfaction w ith 
th e  level o f se rv ice  
provided by Library staff
re s u lts  o f  th e  
I n te r l ib ra ry  Loans 
S urvey  in d ic a te d  
im provem ent in service 
desk satisfaction: 87% of 
p a r tic ip a n ts  had th e ir  
service expectations m et 
or exceeded, com pared 
w ith 84.4%  in 1995
th e  c l ie n t  feed b ack  
sy s tem  w as used  to  
record 57 com plim ents 
directly related to service 
desk staff
som e of the standards 
supporting client service 
s a t is fa c t io n  w ere 
m o n ito red  d u rin g  key 
periods, dem onstra ting  
ach iev em en t levels of 
between 90% and 100%
CCC Feedback System
The client feedback system: Compliments, Comments and Complaints (CCC), continues 
to be an im portant mechanism for gauging satisfaction levels. O f the 323 messages 
recorded on the Client Feedback database, only 14 were com plaints. All suggestions 
or com plaints are answered personally, if reply details are provided, or responses 
are posted on the foyer’s noticeboards
A m onthly report is generated from data in the C lient Feedback D atabase and 
d istribu ted  to each team in the Library. This provides teams w ith  a client-focussed 
m ethod of identifying areas for im provem ent in their areas of responsibility.
In te r l ib ra ry  loans
Three processes were m onitored during the year:
• processing requests
• processing of incom ing item s
• supplying item s to external requestors
O ne of the Interlib rary  Loans service standards is to process all requests w ith in  48 
hours. D uring March and June th is standard was m onitored , results indicating
New ae ria ls  reco rd e d  & 
d isp la ye d  w ith in  1 w eek o f 
rece ip t
I Lo an s s h e lve d  w ith  99% accu racy
>% 6 0 %  7 0 %  8 0 %  9 0 %  100%  
% Achieved
Library service standards achievement 1997
Loans Team member Margaret Williams assists a client
tha t 96%  of requests were processed w ithin the standard. Time taken to process 
and receive item s and supply to clients was also m onitored. Results showed that 
92%  of requested item s were supplied to clients w ith in  two days of receipt. The 
process will be m onitored again before a service standard is established.
A client survey of the Interlibrary Loans service provided valuable feedback on 
expectations of service delivery, turnaround tim es and overall satisfaction w ith 
the service:
• 6 5%  o f  re s p o n d e n ts  
e x p e c te d  a 1-2 w eek 
tu rn a r o u n d  t im e  for 
their requests
• 8 7 %  o f  re s p o n d e n ts  
indicated the tim e taken 
to supply their requests 
m et or exceeded th e ir 
expectation
• 86%  of respondents using other docum ent supply services rated our service 
sim ilar to or better than other suppliers
M ateria ls availab ility  survey
A survey developed by the Council of Australian University Librarians (CAUL), 
was conducted in March. The survey aimed to measure client success in locating 
item s held by the Library and to identify reasons for non-availability. The survey 
results were comparable to other Australian academic libraries. The survey helped 
identify some of the less apparent obstacles to locating m aterials, for example, 
m any respondents had difficulty in in terpreting  the Dewey Decim al System. 
Strategies to address th is problem  will include exercises as part of first year 
introductory program s and explanatory signs on the end of bays. U navailability 
due to non-acquisition of materials was expected. If  details were provided, item s 
were purchased if at all possible Prom otion of the suggestions for purchase function, 
available through the Innopac system, is planned for 1998.
Client Satisfaction with ILL Delivery Tim es
Below Exceeds
expecta tion  expecta tion
Met expecta tion  70%
Client Satisfaction with ILL Delivery Times
S h e lf  tid y
The bi-annual shelf tidy was 
conducted in December and 
June. All staff participated 
in ch eck in g  d e s ig n a ted  
areas o f  th e  D ew ey
In conjunction w ith the M aterials Availability Survey, the Lending Services Team 
m onitored two of their Key Performance Indicators (KPIs): timeliness of returns 
and accuracy of shelving. The current standards for these activities were achieved 
and improved. D uring the survey period, shelving staff were not informed of the 
survey and all item s were 
accounted for and shelved 
w ith  100%  accuracy. The 
returns processing tim e did 
n o t exceed  30 m in u te s  
during  the period.
jen Malins and Traci Rice during the bi-annual shelf tidy
KPI:
Materials availability
sequence. Client feedback continues to be appreciative of this strategy, which also 
assists the regular shelvers to m aintain their 99%  shelving accuracy rate. In 
addition, the continued com m itm ent of all staff to the weekly half hour shelf tidy 
program similarly assists shelving staff in m aintain ing rapid and accurate re­
shelving.
T h re e  day loans
Consistent with our com m itm ent to client consultation, a three day loan period 
was introduced to increase the availability of high-dem and items. Item s designated 
for three day loan include: texts and recommended readings, item s requested by 
academic staff and other high-use items identified by Library staff. Feedback from 
both students and academic staff has been extremely positive.
Special co llec tions
M aterials availability was improved by num erous housekeeping im provem ents, 
for example: all portable item s such as headphones and rem ote control units were 
barcoded and added to the Innopac system; a stocktake was com pleted and a 
checkout term inal was installed in the Special Collections office.
P ro m o tio n s  an d  p u b lic ity
M embers of the Prom otions C om m ittee attended two workshops in order to 
improve the standard of presentations and displays. The following displays were 
mounted:
L ib rary  w eek
A display was organised for the Library foyer prom oting the Library W eek theme: 
Libraries., a web of information. The Library’s W EB page was launched by the 
U niversity ’s Chancellor, D r R M Hope. D em onstrations and workshops on 
exploring the Library’s H om e Page were also offered.
S hoalhaven  d isp lay
The Library hosted a display from the Lower Shoalhaven C atchm ent M anagem ent 
C om m ittee. The C om m ittee was keen to encourage student participation  in its 
projects and used the display to raise awareness of their activities.
O p en  day
A variety of activities was conducted for O pen Day, including Library tours, 
In ternet dem onstrations, a Library stall and roving helpers to assist the general 
public w ith their enquiries.
M en ta l h ea lth  w eek
A large display was organised in the Library foyer to prom ote M ental H ealth  
Week. This display attracted  a great deal of interest and prom oted the range of 
resources available both in the Library and w ithin the local com m unity.
C hanges to  th e  lib ra ry  
Several se c tio n s  o f  th e  
L ibrary were relocated in 
the  la tter half o f the year 
and a display was m ounted 
to advertise those changes 
and to provide a gu ide to 
new locations.
S an d w ich  b o a rd  
The sandwich board outside 
the Library continued to be 
used to prom ote daily workshops, seminars and train ing sessions; its position 
outside the Library attracts those clients who may not have read the noticeboards 
or email inform ation.
n ew s@ lib rary
The first issue of the renamed newsletter: news@library, was d istribu ted  in April.
University Open Day in the Library Foyer
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Consolidation and innovation were the key features of teaching and learning 
programs for 1997. Successful program s such as the Research Edge, established in
1996, were expanded and revised. Shared teaching resources used for general 
workshops were reviewed to ensure significant improvements.
The opportunity to participate in the developm ent of University policy enabled 
staff to influence decisions which affect the level of support the Library can provide 
in the areas of research, teaching and learning and flexible delivery.
An increase in electronic reference resources facilitated space changes, for example, 
the p rin t reference collection was weeded and lesser used item s relegated to a 
com pactus. Facilities to access electronic resources have expanded w ith  the 
installation of m ultim edia and teaching laboratories.
Each year the Reference Services team strives to improve and extend inform ation 
literacy program s offered to students and staff. Evaluation m ethods, employed by 
both Library staff and faculty members, have resulted in a num ber of changes to 
program s in 1997.
C om p u lso ry  lib ra ry  in tro d u c to ry  p ro g ram
A decision was made in 1997 to remove basic introductory inform ation skills 
from curriculum -based sessions. This change in policy requires all first year 
undergraduate students to attend a Compulsory Library Introductory Program 
(CLIP) class and com plete a follow up assignm ent in O rientation W eek or the 
first four weeks of session. The Reference Services team offered 123 classes to 
2,406 students in the first four weeks of the academic year.
The CLIP program  was developed by m embers of the Reference Services team and 
encourages a high level of participation. Each class commences w ith a professionally 
developed video tour of the Library and is followed by a series of exercises and 
dem onstrations, all designed to help students become fam iliar w ith a wide range 
ol services and facilities. T he class and the  fo llow -up  assignm ent require  
approxim ately two hours to complete.
E valua tion  o f  w o rk sh o p s  
All lunchtim e and Saturday 
classes w ere eva lua ted  in
1997, as considerable tim e 
is devoted to preparation and 
d e liv ery  o f  these  g en e ric  
in form ation  skills classes.
E v a lu a tio n  fo rm s w ere 
designed to determ ine if our 
p ro gram s adequ ate ly  m et 
the needs of our clients.
T he Q u a lity  C o o rd in a to r 
worked w ith the Reference 
Services team to develop a package to enable analysis of evaluations of information 
literacy workshops. The evaluation package will provide demographic information as 
well as participants’ perceptions of the workshops.
During A utum n session, evaluations from each of the dem onstration classes indicated 
an overwhelming num ber of students required hands on assistance with electronic 
database searching. In response to requests, programs were adjusted to allow a fifty 
m inute dem onstration, followed by 30 m inutes of hands on help in the InfoLab.
Overall Client Satisfaction with Information 
Literacy Workshops
|  5 Not worthwhile
Client rating
Overall Client Satisfaction with Information Literacy 
Workshops 199 7
In te g ra te d  in fo rm a tio n  literacy
C hris Faricy (Faculty L ibrarian) and M argaret W allace (Lecturer, H ealth  & 
Behavioural Sciences), conducted a study of the inform ation literacy skills and 
com puting skills of First and second year N ursing students. The data indicated 
tha t First year students greatly benefited from an intensive curriculum -integrated 
program  and, com pared w ith  second year studen ts, rated the ir ab ility  and 
confidence m ore highly. Results of the study will provide valuable inform ation 
for future planning.
Policy  d e v e lo p m e n t
As m embers of the U niversity’s Inform ation Literacies Policy C om m ittee and 
Generic Skills W orking Party, reference staff contributed to the developm ent of 
policies which will have a significant im pact on the role of the Library.
Early in the year, Reference Librarian, Lynne W right was appointed as chair of 
the W orking Party on Generic Skills. The brief of the W orking Party was, in 
part, to identify generic skills required by our graduates and to report on practical 
solutions for in tegrating  skills into the curricula. Issues raised in this working 
party related directly to the role of librarians in the educational process. A successful 
workshop conducted in A ugust again provided the opportunity  for librarians to 
prom ote the role of Library staff in teaching and learning programs.
V ideo to u r  o f  lib ra ry
A video tour of the Library was developed this year to help m eet the increasing 
dem and. M embers of the Reference Services team worked w ith the U niversity’s 
C entre for Educational D evelopm ent and Interactive Resources (CEDIR), to 
produce the video which has proved a valuable resource for orientation program s, 
high school and TAFE groups and visitors on Open Day.
R esea rch  ed g e  rev iew
Since its inception in 1996, the Research Edge program  has been continuously 
evaluated. Pre and post-focus group evaluation and follow-up surveys provided 
extensive data on which to base changes, for example, the structure of the program 
was modiFied to provide an introductory m orning workshop for those preferring 
a slower introduction to electronic databases and searching the Internet. As a 
result of changes, the Research Edge manual was extensively revised. The manual 
is provided as part of the course fee and is also sold in the University Bookshop.
M oving to  se lf-paced  le a rn in g
T he Reference Services team was successful in obtaining S 19,000 from the Vice- 
Chancellor’s Educational Strategies Developm ent Fund to allow specific modules 
from the Research Edge to be m anipulated into self-paced m odules, w ith the 
potential for m ounting on the web. The modules best suited for this purpose 
were identified as Personal reference systems, Email, Electronic databases and Grey 
Literature (m aterial which is not always easily accessible through conventional 
indexing and abstracting services). This developm ent project will continue into
1998.
KPI:
Access to research 
resources
Research edge m anual
On a trial basis, ten copies of the manual supporting the Research Edge program, were 
made available for sale in the UniCentre bookshop All ten copies sold very quickly, 
indicating a demand for this type of information. An increased number of copies will 
be offered for sale in 1998 and promoted with all postgraduate groups. At $25 per 
copy, the book is an excellent tool for all those needing advanced information literacy 
skills.
Special projects and gran ts
Members of the Reference Services team worked with the Centre for Educational 
Development and Interactive Resources (CEDIR) to finalise several projects.
• A Grey Literature web page resulted from a suggestion by academic staff that there 
is a need to acknowledge this type of literature in the research process. C om pu te  
programmers from CEDIR were commissioned to develop the web page and the 
content was provided by members of the Reference Services team.
• A HTML version of the Electronic Databases: Getting Started class was designed with 
two purposes in mind: firstly, to streamline a frequently presented class reliant on a 
stable database environment and, secondly, as a precursor to developing a self- 
paced web version of the instruction session. A successful application for a grant 
late in 1997 will allow Library staff to develop the self-paced version in 1998.
P ro je c ts  such  as th e se  
contribute ro the achievement 
o f th e  L ib ra ry ’s v is io n   
Irrespective of the nature or the 
location of the sources, the Library 
w ill provide a range of services 
and technologies which facilitate 
access, retrieval and interpretation 
of knowledge and, where possible, 
will make access independent of 
the Library building.
Flexible deliver)’
C ra ig  L i t t l e r ,  F a c u lty  
L ibrarian  for E ng ineering , 
was appointed to the position 
of O utreach Librarian. This 
position was created to ensure 
L ib ra ry  s u p p o r t  fo r th e  
growing emphasis on flexible 
learning. Craig represented 
the Library on the University’s 
W o rk in g  P a r ty  on S ta ff  
D e v e lo p m e n t to  S u p p o rt 
F lex ib le  Delivery. H e also 
a t te n d s  th e  d e v e lo p m e n t 
com mittee for the South Coast Education Network, (SCEN). Craig had significant 
input into the design of the new SCEN access centre, which will utilise technological 
developments facilitating the remote delivery of information services.
Support was provided for 376 off-campus students in Autum n session and 247 in 
Spring session. A total of 249 requests was received for materials and 138 were 
successfully filled.
Grey Literature http://wwwlibrary.uow.edu.au/
G R E Y  L I T E R A T U R E
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Publications database
The University’s Research Office enlisted the services of Library' staff to assist in 
compiling the University’s 1996 Publications Database. Library staff were responsible 
for the collection, verification and inclusion of data, according to existing publication 
criteria established by DEETYA. The success of this project will ensure the Library’ 
remains involved on a continuing basis.
Law citation gu ide
A Citation Guide for Law students was compiled by the Law Reference Librarian. The 
Guide provides examples of how to cite law material in bibliographies and footnotes. 
Examples include references from law books, serials, loose-leaf services, cases, statutes 
and conference proceedings. The Law Faculty found this very useful and provided a 
copy to each student undertaking a Research Project.
Donations
A considerable donation of monographs and archival material was received from the 
personal collection of Emeritus Professor, Ken Blakey. An extensive serial collection 
was donated from the estate of the late Professor Ron K ing of the Faculty of 
Education.
Electronic databases
Trial access to the Academic Press IDEAL (International Digital Electronic Access 
Library) data base was made available throughout the year. IDEAL provides access to 
full text articles from 173 of the Academic Press journal titles for the period 1996-7. 
The trial is funded by the Federal Government’s National Priority' (Reserve) Fund 
through recommendations of the Australian Vice-Chancellors’ Com mittee’s Standing 
Com mittee on Information Resources.
The successful trial of Expanded Academic Index and Computer Database resulted in a 
decision to continue subscription in 1998. These databases provide access to full text 
records, complete with graphics, via the Internet, for up to ten users at a time.
O th er add itions to database subscrip tions were: PharmaSource: Dictionary of 
Pharmacological Agents with PDR Generics, which provides data on names, trade names, 
molecular formulae, m arketing status and patenting companies and CLIB96 Census 
data.
N ew  law  databases
The CCH Electronic Corporations Law Library on CD ROM includes: Australian 
Corporations & Securities Law Reporter, Australian Corporations & Securities Legislation and 
Australian Company Law Cases and was purchased to replaced the equivalent CCH 
loose-leaf service.
Lexis is an international full text information retrieval system covering case law and 
statutes, as well as administrative materials, annotated reports, law reviews, business, 
current affairs and patents information. Im portant databases include AUST Library' 
(Australian), GENFED Library (US), and ENGGEN Library (British).
D atabase usage
The highlighted statistics demonstrate the growing reliance on databases mounted on 
remote servers, rather than reflecting actual growth of database use. In 1996 -1997 
there was substantial growth of use of the FirstSearch suite of databases.
The increased use of the databases on the Ovid server reflects natural grow th and 






p la tfo rm , ra th e r  th an  
provided locally. In 1997, 
the engineering database,
Compendex was added to 
those availab le on th is 
server. ADI/Inform  was 
also m ade available on 
this platform.
T ech n ica l d if f ic u l t ie s  
have made it impossible 
to obtain  a m eaningful 
set of data for databases 
m o u n te d  in -house  b u t 
g ro w th  has been 
s ig n if ic a n t ,  as access 
options have improved for 
users.
A total of 9,689 items was 
processed for the Reserve 
Collection th is year. As 
part of an ongoing review of procedures, the Reserve Officer attended Faculty 
m eetings to discuss m ethods to improve processing tim es for reserve items. As a 
result, turnaround times improved considerably during the year. All items received 
for Spring session were processed and shelved well w ithin the 5 day processing 
standard.
At the com pletion of Spring session, use statistics for the C urriculum  Resources 
Centre reserve were provided to the Faculty of Education, inform ation which 
assisted lecturers in evaluating recomm ended reading for courses.
The redesign of the Reserve work area contributed to the improvement in processing 
tim e. The area now operates as a production line and staff are able to see at a 
glance where bottlenecks are occurring. As a result, there are few processing 
backlogs at the com m encem ent of each session.
The use of commercial suppliers: British Library D ocum ent Supply Centre, Canada 
In s titu te  for Scientific and Technical Inform ation, EBSCOdoc, UM I Infostore and 
CARL Uncover, has helped improve the overall operation of the docum ent delivery 
service. Fulfilm ent rates have improved by 10% since 1994.
In add ition  to com m ercial suppliers, a collaborative a rrangem ent w ith  the 
A u s tra l ia n  N a tio n a l  
U n iv e rs i ty  (A N U ), has 
facilitated tim ely docum ent 
supply . A to ta l  o f  2 ,3 5 2  
requests was sent to  A N U , 
w hich  rep resen ts  26%  of 
overall requests for 1997. O f 
these requests, 83%  were 
filled  w ith in  one week o f 
request.
Project Cuckoo - Time Taken to supply requests 1997
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Strategies which were im plem ented in 1996 to meet the challenges of funding 
cuts were developed further in 199"7. These included m ultisk illing  across different 
teams to improve flexibility and the developm ent of a broader staff skills base, for 
example:
• new staffing arrangements for Special Collections, with five Loans staff rostered 
to regular shifts
• an additional four staff m embers from Loans and Technical Services trained to 
work at the Inform ation Desk
• Cataloguing staff members working in Law, Special Collections and Orders
• Serials staff working in Law and Materials Processing
• Orders staff working in Reference Services and Cataloguing
• team representatives trained in basic systems support
• formation of a team to consolidate the provision of reference services and 
teaching programs.
All staffing expenditure, including casual staff and overtime costs, are now included 
in the salaries allocation. The salaries expenditure target was m aintained at 509? 
of the overall budget, although this required a reduction in overall numbers through 
natural attrition, cessation of lim ited term  positions and one voluntary redundancy. 
E lim ination of the position of D eputy U niversity Librarian provided further 
savings. Changes in the deployment, training and m onitoring of casual staff resulted 
in reduced expenditure in this area.
The bookvote was under-expended by 4.35? at year-end which was a good result 
A lthough funds are routinely over-com m itted, many orders remain unfulfilled by 
the financial closing date. U nder-expenditure will be carried forward to  meet 
outstanding com m itm ents in 1998.
W ith  advice and support from the Library Com m ittee, strategies were im plem ented 
to assist faculties in m anaging their bookvote allocation:
• expenditure and collection usage reports W'ere provided from the Innopac Library 
system. The reports provided data on price increases, average delivery tim es, 
cancelled orders and claims required.
• liaison w ith the U niC entre Bookshop for the supply of text and recomm ended 
read ing  lis ts  co n tin u ed  to  ensure tim e ly  m ateria ls  av a ilab ility  for th e  
com m encem ent of each session.
• m onograph spending targets were reviewed and b rought forward bv 59? to 
ensure expenditure by year-end.
• in itiatives funding for new courses was determ ined by the Library C om m ittee 
and orders w'ere processed in tim e to support new program s.
O ther bookvote support activities included:
• purchase of ninety four items suggested by students through the Innopac svstem
• enhancem ent of the music collection w ith the purchase o (Australian Composers 
on CD  sale item s from the L’niC entre Bookshop
• m aintenance of b inding costs at 1996 levels.
■
The quality  m anagem ent principle of continuous process im provem ent has been
effectively in tegrated into the operations of all teams. Im provem ents to processes
include:
• linking of inform ation from Library Resource Checklists, which are com pleted 
during  the U niversity’s course approval process, w ith the Library’s initiatives 
submissions process
• m eetings between Acquisitions staff and faculty Library Liaison Officers resulted 
in im proved determ ination of 1998 budget goals, access to selection tools, 
initiatives submissions and acquisitions inform ation via the N et
• copy cataloguing and end-processing of Curriculum  Resources Centre (CRC) 
m aterial was devolved to CRC staff to improve productivity
• process redesign in Reserve processing improved turnaround tim es
• The Innopac m anagem ent system was upgraded to Release 10
• m in im um  records were added to the Library catalogue for PAGE videos, 
Australian Standards and reports held on the Annual R eport Collection on CD 
ROM. These records improve access through individual title  and corporate 
body
• order records prio r to Jun e  1995 were archived and an additional 15,000 
m onograph order records were purchased for 1998
• item  records were improved to include the full replacem ent charge for lost 
item s costing more than $150
• use of Innopac’s rapid update function improved the speed of deprocessing 
Reserve folders
• a new server was installed to accommodate software for networked M acintosh 
com puters
• the transfer of Library literacy data to the Student Services section was automated
• new item  codes were created to identify donations, gifts and deposit serials
• a b ind ing  software package was introduced which elim inated the need for 
p rin ted  b inding slips
Some of the core service im provem ents for the Library include:



















• a 109? increase in fill rates 
fo r In te r l ib ra ry  Loan 
re q u e s ts  from  7 9 % in 
1994 to 89% in 1997
• U p to 6 0 % decrease in 
supply times for new book 
acquisitions since 1995
• Service standards achieved 
9 0 -1 0 0 %  o f th e  t im e  
d u r in g  m o n ito r in g  
periods
• Self checkout activity improved from 8 % in March to 22% in Novem ber
The staff performance m anagem ent system for staff was reviewed and renamed 
Development Review. Objectives achieved include:
• improved com m unication
• structured  opportunity  for feedback
• developm ent of individual goals which contribute to team and Library goals
• identification of individual train ing and developm ent needs
• planned career and personal developm ent goals
• m anagem ent of change by linking objectives and staff developm ent to  long­
term  goals
O rg an isa tio n a l p e rfo rm an ce
The first com prehensive organisational perform ance report was prepared and 
d is tr ib u te d . T he rep ort was a com pila tion  of im provem ent stra teg ies  and 
performance outcomes achieved w ithin the Critical Success Factor (CSF) framework.
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Strategic Plan Summary
S tra teg ic  p la n n in g
The 1997-98 Strategic Plan was revised to incorporate the CSF framework in the 
developm ent of im provem ent goals and objectives. Teams continued w ith their 
contribution  to the process and greater emphasis was placed on the developm ent 
of performance indicators at the team level. A sum m ary of the Strategic Plan was 
developed and d istribu ted  to staff.
Costing o f  services
All teams participated in costing surveys and most key processes were analysed. 
Data was collected on salary costs associated w ith each process which will assist in 
targeting and m onitoring service improvements.
Space u tilisa tio n
The Library’s capacity to accom m odate its collections and provide space for 
teaching and research needs became critical in 1996. Many of the recommendations 
of the Space Team, a Q uality Im provem ent Team, were progressively im plem ented
in 1997:
• a large com pactus was installed on the top floor of the Library to house less 
frequently used item s
• the Law Library office and collections were relocated from the first floor to the 
ground floor
• indexes and less frequently  used Reference item s were transferred to the 
compactus
• Special Collections moved to the former reference area to make room for the 
Law Library
• Faculty Librarians were relocated, resulting  in improved consultation and 
m eeting spaces
• a Teaching laboratory’ was installed in the former Faculty Librarians office
• the Reserve Collection area was expanded to include Law Reserve material 




i t i n u o u s  im p ro v e m e n t  of processes,  access to i n fo rm a t i on  and resource managi  
>ugh the j u d i c i o u s  selec t ion of tech no log i ca l  and adm in i s t r a t i ve  so lu t i ons /app l i c a t i c  
de rsh ip  in the iden t i f i ca t ion  and imp lemen ta t ion  of admin is t ra t i ve  app l i ca t ions  ant 
: t i ce in human resources management .  •  -Con t inuous improvem en t  of processes,  a 
n fo rma t ion  and resource management  th rough  the j u d i c i o u s  selec t ion of techno l i  
a d m i n i s t r a t i v e  s o l u t i o n s / a p p l i c a t i o n s .  •  L e a d e r s h i p  in the  i d e n t i f i c a t i o r  
i l e m e n t a t i o n  of a d m i n i s t r a t i v e  a p p l i c a t i o n s  and best  p ra c t i c e  in h u m a n  reso 
lagement .  •  C on t i n u o u s  imp rovem ent  of processes,  access to in fo rmat ion  and res 
lagement  th ro ugh  the j u d i c i o u s  se lect ion of tech no log i ca l  and admin i s t ra t i ve  solu 
l i c a t i o n s .  •  L e a d e rs h ip  in the i d e n t i f i c a t i o n  and i m p l e m e n t a t i o n  of a d m i n i s t  
l i cat ions  and best pract ice in human resources management .  •  C on t inuou s  improvf  
rocesses,  access to in fo rmat ion  and resource management  through  the ju d i c i o u s  self 
Bchnological  and admin i s t ra t i ve  s o lu t i on s /a pp l i c a t io ns .  •  Leadersh ip  in the identi f ic 
im p le m e n ta t i o n  of ad m in is t ra t i ve  ap p l i c a t i ons  and best pract ice in human reso 
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KPI:
Adoption of IT  
developments
U p g rad e  o f  w o rk s ta tio n s
The Library commenced a phased introduction of Windows 95 as new machines 
were acquired. The public access workstations received memory upgrades to enable 
faster processing and use of browsers.
In fo lab  w eb  access
The name of the CD ROM room w'as changed to the Infolab, to reflect the variety 
of database types available for searching. The interface was changed from a DOS 
m enu application to a secure web interface which allowed searchers to use Netscape 
to readily access available databases, but which precluded general web searching. 
A m ultim edia laboratory is also now available, adjacent to the Infolab.
D atab ase  ra tio n a lisa tio n
Additional databases were networked as subscriptions were rationalised, w ith 
the aim of reducing stand-alone access. These included two that were first negotiated 
as trial subscriptions through the Council of Australian U niversity Librarians. 
Im proved access is now available for both on-campus and remote users.
T each ing  lab
Office space vacated in O ctober was converted to  a m uch needed teaching 
laboratory. Sixteen Power M acintosh com puters were installed to provide an 
instruction facility that will allow librarians to teach hands on classes in information 
access, using the full range of web and online resources available.
U p g ra d e  o f  th e  In n o p a c  system
The operating system was upgraded in October, w ith some difficulty. W hile the 
upgrade offered no im m ediate increase in functionality to users, it is a necessary 
precursor to future enhancements.
C a ta lo g u in g  in n o v a tio n s
The CatSkill CD ROM  product was acquired as a train ing  tool for new or 
inexperienced cataloguers and as a refresher train ing tool for more experienced 
cataloguers.
Participation in the OCLC trial using Passport for Windows to search WorldCat 
for copy cataloguing has yielded favourable outcom es Results so far indicate a 
60% hit rate for item s aw aiting cataloguing which do not have records on the 
Australian Bibliographic N etw ork.
E lec tro n ic  access
Terry Morrow from the U niversity of Bath visited the Library to dem onstrate the 
U niversity’s database service. Known as BIDS, the service has potential to  allow 
the U niversity of W ollongong to provide a range o f databases more efficiently 
than at present.
Serials staff attended a dem onstration of Blackwells’ Electronic Journal Navigator. 
To date, access is provided to  only 404 journals, although this will steadily expand. 
T he benefits o f the service will continue to be assessed.
S helflist d isc a rd e d
The last rem aining significant card file in the Library, the Shelflist , was finally, 
and w ith nostalgia on the part of some staff, laid to rest A lthough a ‘closed file’ 
since Decem ber 1994, when online shelflisting came into operation, the card 
shelflist continued to be consulted for some problem  solving. However, this is no 
longer necessary and, w ith the planned reorganisation of the Technical Services 
work area, the tim e was righ t for its disposal.
S elf-charge u n its
The self-charge workstations were recommissioned in February after a long absence 
while interface issues were resolved w ith  vendors. T heir rein troduction  was 
welcomed by clients and staff as queuing tim e for service was reduced and self- 
help encouraged.
Q u ick silv e r
A web-based electronic Interlibrary Loans request form was introduced, known 
as Quicksilver, which allows registered clients to input requests from their desktop.
T e le w o rk in g  tria l
Two m embers of the Acquisitions Team in itiated  a teleworking trial In preparing 
their proposal, staff cited the following factors:
• telew orking considered as a flexible work option of the future, as cited in 
Prospect 2005
• the Library’s m ission, vision and values prom ote innovation, staff well-being, 
client focus and tim ely delivery of services
• the L ib rary ’s Quality and Service Excellence program  fosters con tinu ous 
im provem ent of processes
• th e  p ra c tic e  o f 
m anagem ent by ou tpu t, 
rather than observation, 
has provided staff w ith 
the skills and confidence 
to work independently  
of the Library building.
T h e  f in a l re p o r t  was 
s u b m i t te d  in J u n e  an d
included outcomes achieved, . . r rr Teleworking participant, Bernadette Stephensand recommendations. Staff
in v o lv e d  in th e  tr ia l
delivered a paper: Teleworking: a trial cmducted at the U niversity of Wollongong Library, 
at the 9 th  N ational Library Technicians’ Conference in Canberra.
B e n c h m a rk in g
The A cquisitions Teams was awarded an A ustralian Council of Libraries and 
Inform ation Services (ACLIS) g ran t to com plete a benchm arking project. The 
aim of the team ’s investigation is: Improvement of collection relevance and development 









The team secured three benchm arking partners: Fisher Library, LIniversity of 
Sydney; the N orthern Territory University Library and the University of N SW  
Library. The grant, valued at $2,000, provided the team with resources to develop 
data collection packages and prepare for site visits in 1998. The project will be 
com pleted in June 1998 and a paper will be prepared for ACLIS, reporting the 
outcomes and recomm endations for im provem ent.
The Australian Q uality Council (AQC) invited the Library to participate in a 
national benchmarking network Leading and Managing Improvement and Change. 
P artn ers  w ith in  th is  netw ork  com e from  d iverse service, ed u ca tio n  and 
manufacturing industries. Data collection activities were conducted with all Library 
staff and the data was collated by the AQC to provide comparative data across the 
p a r tic ip a t in g  o rg an isa tio n s to  id en tify  s tre n g th s  and o p p o r tu n it ie s  for 
im provem ent. Site visits will occur early in 1998 and recom m endations for 
im provem ent will be finalised in April.
E-Team
The Loans Team hosted an E-Team from Corrim al H igh School during August. 
The E-Team concept is an initiative of the Australian Q uality Council to assist 
the integration of quality and to offer secondary students an opportun ity  to apply 
quality tools in the workplace. The 'E ' stands for enterprising students. The team 
investigated our Returns Room process and, using quality m anagem ent tools and 
concepts, presented a report which included recom m endations for im provem ent. 
As a result, changes have been made to Returns Room procedures to ensure more 
regular clearing of returned loans, which increased by 5.5% in 1997.
P ro jec t C uckoo
A collaborative trial project, called Project Cuckoo, was conducted for six m onths 
between the Interlibrary Loans departm ents of the U niversity of W ollongong and 
the Australian N ational University Library. A designated staff m em ber from A NU  
was employed for four days a week to process faxed requests and supply photocopies. 
The purpose of the project was to determ ine w hether turnaround tim es could be 
improved while containing costs. Following a positive evaluation of the initial 
trial, the project will continue until the end of 1998, when it will be reviewed 
again.
S ou th  C oast E d u ca tio n a l N e tw o rk
Planning for the Access Centre for the South Coast Educational N etw ork has been 
conducted in a short tim e frame but should result in a functional and attractive 
resource and access centre for our South Coast students.
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In a period of rapid change and some uncertainty, a skilled and flexible workforce 
is vital to ensure the Library’s success in the future. D uring 1997, 99%  of staff 
attended at least one train ing and developm ent activity. A total of 3272.25 hours 
was devoted to staff train ing and developm ent, which represents 6.8 days per 
equivalent full-tim e position.
Integration of train ing programs was facilitated by the introduction o f workplace 
assignments for the m ajority of internal train ing programs. A ssignm ents were 
designed to ensure tha t participants applied knowledge, skills or a ttitudes gained 
from tra in in g  as soon as possible. Evaluation dem onstra ted  th a t 91-6%  of 
participants who attended internal courses successfully applied knowledge, skills 
or attitudes in the workplace; for external courses the figure was 88.6% .
The Staff Development Officer was involved in the following activities which 
support the strategy of: elucidating the links between training program and Library 
goals:
• docum entation of the prioritisation process for identifying tra in ing  needs
• developm ent of a form: Training Relationship to Organisational Goals, which 
will be com pleted for all internal train ing program s
• review of the evaluation process for train ing program s w ith the aim of gaining 
more useful statistical inform ation, to align the process w ith in  the quality 
framework and to emphasise dem onstrated outcom es of courses. The revised 
application, report and evaluation forms will be introduced in 1998.
The Library's revised Induction Program was evaluated by new employees. Both 
the  new staff and th e ir Team C oord inators found the program  useful and 
comprehensive; the checklists proving to be very successful in ensuring a smooth 
and inform ative introduction to the Library.
The Staff D evelopm ent Officer piloted a Team Effectiveness Survey w ith the Serials 
Team. The survey aims to measure the m aintenance aspect of team s and is based 
on the six team norms for effective teams: purpose, tru st, individual differences, 
feedback, problem  solving and celebration. Analysis of results helps teams to 
identify actions to improve the way in which they function. The evaluation process 
will be conducted with other teams in the Library in 1998.
The Library Executive C om m ittee (LEC) in itiated  a m onthly m orning tea/staff 
m eeting, w ith the aim of im proving com m unication in a relaxing and enjoyable 
format.
Staff presented papers at a variety of conferences and sem inars th roughou t 1997:
• T hree Library T echnicians presen ted  papers a t the  9 th N ationa l Library 
Technicians Conference in Septem ber. Traci Rice presented: Total Quality 
Management: curse or cure? The University of Wollongong Library's Quality and Service 
Excellence program and B ernadette  S tephens and Frances R iva presented: 
Teleworking: a trial conducted at the University oj Wollongong Library.
• Sheree Pupovac and M ichelle A itk in  presented a paper: Innovation and change 
for the Nineties - University of Wollongong Library style, at the 12th N ational 
C ataloguing Conference.
• The Library hosted an lllawarra Quality Improvement Network Seminar which 
included a presentation of our quality  case study by the Q uality  Coordinator 
and the D eputy U niversity Librarian.
• The Acquisitions Coordinator, Traci Rice, was invited by the W ollongong 
C ity Librarian to present a paper: University of Wollongong Library, Quality and 
Service Excellence, at the C ountry Public Libraries Annual Conference.
• T h e  Q u a li ty  C o ­
ordinator, M argie Jan tti, 
co-presented a workshop 
on Q u ality  Function 
Deployment a t an 
I i la w a r ra  Q u a li ty  
Im provem ent N etw ork  
m eeting.
• Jacqui Birchall and N eil 
G ran t presented a paper:
A Secure Web Interface for 
Database Access, at the 
D ig i ta l  L ib ra ry
Technology 97 Conference.
A Q uality Im provem ent Team was formed to investigate the results of the 1996 
Staff Perceptions Survey. Following the analysis of data and feedback gathered from 
focus g ro u p s, th e  team  id e n tif ie d  co m m u n ica tio n  as an o p p o r tu n ity  for 
im provem ent. Some of the recom m endations for im provem ent include: im portant 
com m unications to  be emailed to staff as well as supplying a p rin t version for 
notice boards and more inform ation to be included in the m inutes of the Library 
Executive C om m ittee.
The Staff Training and D evelopm ent C om m ittee selected the recipient of the 
annual Rita Rando Merit Award. Shandell O ’N eill, from the Loans Team, was 
chosen for her com m itm ent to delivering high quality  client service, her highly 
organised approach to work 
an d  h e r in i t ia t iv e s  to  
improve service. O ther staff 
w ere re c o g n ise d  in th e  
following ways:
• C raig  L ittle r , F acu lty  
L ib ra r ia n  fo r 
E n g in ee rin g , received 
th e  Vice-Chancellor’s 
A w ard  for Outstanding 
Service at the University 
Day ceremony in March.
Craig was recognised for 
his com m itm ent to providing quality  service to students and academic staff, 
in itiative in the types of inform ation skills program s he developed and his 
dedication to com pleting tasks accurately and on tim e.
Craig Littler, winner of the Vice-Chancellor’s Award for 
Outstanding Service
Sandi Wooton, Frances Riva. Bernadette Stephens and 





• Susan Jones and Sonya 
O lle ren sh aw  received 
the Client Service Award 
for p ro v id in g  q u a lity  
service to both internal 
and external clients.
• The Staff Development 
Officer, Lorraine Denny, 
was awarded the Dunn 
and W ilson Scholarship 
a t th e  9 th L ib rary  
Technicians Conference.
Lorraine’s project is: to 
examine job descriptions 
within Australian libraries 
by focussing on library  
technician job descriptions.
T h e  th re e  s tag es  o f 
research will involve a 
l i t e r a tu r e  rev iew , a 
su rvey  o f  l ib ra ry  
technicians to determ ine 
the  currency, accuracy 
and  usefu lness o f job 
d e s c r ip t io n s  an d  an 
in v e s t ig a t io n  o f bes t 
practice in Australia.
The Staff Training and D evelopm ent C om m ittee im plem ented a train ing and 
developm ent plan which identified objectives and h igh ligh ted  tra in ing  priorities 
for the year. These were developed by exam ining organisational needs, results 
from train ing needs analyses and individual Developm ent Reviews. Objectives 
were addressed as follows:
Leadership development. A workshop was com missioned and attended by fourteen 
staff. Several positions were made available as leadership opportunities for existing 
staff.
Training in desktop applications. W orkshops in Basic Word, Create Lists, Exploring the 
Library Web Page, Electronic Databases:Getting Started, Basic and Advanced A B N  and 
Introduction to Excel, were conducted by Library staff and Inform ation Technology 
Services staff.
Skills for dealing with diff icult clients. A  workshop on this topic was developed by 
the Staff D evelopm ent Officer.
Understanding benchmarking. The Q uality  C oordinator and Staff D evelopm ent 
Officer developed and presented an Introduction to Benchmarking workshop.
Network awareness. Jacqui Birchall and Craig L ittler developed and presented a 
W orkshop: Mysteries of the Network Explained. Twenty three staff attended.
John C Westwood. Managing director of Dunn & Wilson, 
presenting the Dunn & Wilson scholarship to Lorraine Denny
Felicity McGregor presenting Sonya Ollerenshaw with the 
Client Service Award
O ther in-house workshops conducted during  1997 included: Minute Taking; Team 
Review, TQM Awareness; Quality and Service Excellence Refresher; Neutral Questioning: 
Client Service Skills; Self Disclosure and Feedback Skills.
A Coping with Change workshop was attended by 36 staff The aim of the workshop 
was to provide staff w ith strategies to help them  cope w ith change in their work 
and personal lives. The workshop supported the key strategy: ensuring a ll staff are 
informed and involved in change management and in maintaining a positive and productive 
culture.
A Training Needs Analysis was conducted for Team Coordinators who com pleted 
a skills checklist and survey. As a result, a num ber of program s will be developed 
in-house in 1998 including R eport W riting , TQM  Plus, Basic Statistics and 
In term ediate Excel.
A developm ent opportun ity  for staff who wished to gain experience in Systems 
was im plem ented through a train ing program  for volunteer systems support staff 
in each team. These staff received intensive systems train ing and have become the 
first contact po in t for systems enquiries w ithin teams This has alleviated pressure 
on Systems staff and em powered staff to take responsibility in this area.
N ine staff m em bers had study tim e approved for the U niversity or TAFE courses 
in which they were enrolled.
The Staff D evelopm ent Officer presented a Client Service Skills Workshop to the 
Illaw arra In s titu te  of TAFE and to  Parram atta  Council Libraries. The same 
workshop was successfully held for staff from other libraries (including special, 
public and academic) at the U niversity of W ollongong. The Adelaide In s titu te  of 
TAFE also purchased th is w orkshop in a m odular format to present to their staff 
in-house.
S taff a tten d e d  a n u m b er of p rogram s organised  by the U niversity  Career 
D evelopm ent U nit. These included:
• Moving Forward in a Changing Environment, designed for University m iddle 
m anagers. This retreat provided a num ber of valuable tools to assist the 
in tegration  of change and awareness of others and their approach to change. It 
also provided a worthwhile opportunity to network with other middle managers 
on campus.
• Springboard Program, is a professional developm ent initiative for women in 
non-m anagerial positions. The program  included workshops, a self-paced 
workbook, network build ing  role models and the identification of a m entor to 
provide ongoing support and career advice.
• Navigating the Career Maze, designed to help participants plan their careers.
• The Seven Habits of Highly Effective People, tw o staff achieved fac ilita to r 





The Q uality Coordinator developed a k it for new quality team members. The kit 
will assist in clarifying team roles, the selection of projects, using quality tools, 
preparing reports and presentation techniques.
The prim ary focus of the Library’s Occupational H ealth  and Safety (OH&S) 
C om m ittee was to coordinate train ing courses to improve staff awareness and 
skills in establishing a safe and healthy w orking environm ent. The following 
sessions were organised:
• Fire and Emergency train ing for all Library staff
• Ergonomics in the W orkplace
• Manual H andling
• OH&S Training for Supervisors
• A uditing  of the University W orkplace
• Keyboarding W orkshop
The Library’s two First Aid Officers updated their train ing. In accordance w ith 
the U niversity’s revised First Aid Policy, they also assumed the responsibility for 
reviewing and restocking first aid supplies.
The L ibrary’s evacuation procedures were pu t to  the  test w ith three m inor 
emergencies which required clients and staff to evacuate the building. Staff were 
com mended by the U niversity’s OH&S and Security staff for their swift actions 
and effective procedures during such emergencies.
Staff development programs
The m a jo rity  o f s ta ff pa rtic ipa ted  in at least one sta ff deve lopm ent activ ity  du ring  the  year. A ctiv ities 
ranged  from  p ro g ra m s  d e ve lo p e d  by the  S ta ff D e ve lo p m e n t O fficer, o th e r L ib ra ry  sta ff o r the 
C a re e r D e ve lo p m e n t U n it to  e x te rn a l cou rses, co n fe ren ce s  and  se m ina rs . The  fo llo w in g  list is 
not e xh a u s tive  bu t in d ica tive  o f the  range and va rie ty  o f re le va n t tra in in g  and  d e ve lo p m e n t 
o p po rtu n itie s  a va ila b le  to  L ib ra ry  staff:
B u ild ing  a n d  L e ad in g  H igh ly  E ffec tive  
Team s
C o m p u te rs  as  C o n s tru c tiv is t Learn ing  
Tool
C o n d uc ting  O H & S  A u d its
C on flic t R e so lu tio n
C rea ting  T o m o rro w  Today: C an You 
Im ag ine
C ross C u ltu ra l C o m m u n ica tio n s
D e ve lop ing  Q u a lity  Q u e s tio n n a ire s  
P e rfo rm a n ce
D igita l L ib ra ry  T e ch n o log y  97 
First A id  T ra in in g  
Future  of Q u a lity
G enera l S ta ff S e le c tio n  Techn iques 
In fo rm a tion  L ite racy : the  P ro fe ss io n a l Issue 
In fo rm a tion  a n d  C o p y rig h t 
In troduc tion  to  E xce l 
In troduc tion  to  P o w e rp o in t 
In troduc tion  to  S u p e rv is io n  
In terna l C o n su lta n c y  S k ills  
L ib ra ry  D isp la y  W o rksh o p
M a n a g em e n t S k ills  fo r N ew  M anagers  
and  S u pe rv iso rs
M easu ring  and  E va lu a ting  T ra in ing  
P e rfo rm ance
O H & S  T ra in ing  fo r S u pe rv iso rs
O n line  and  O n D isc C o n fe re n ce
On the  Edge: S pec ia ls , H ea lth  
and Law  L ib ra rians  C o n fe re nce
P age m ake r 6 .5
P lann ing  and  M easu ring  
B us iness  P e rfo rm ance
P reven ting  B u rnou t
P rom o ting  yo u r L ib ra ry
Public  S peak ing
R e inven ting  A cq u is itio n s
R eso lv ing  W orkp la ce  C o n flic t
T im e M a n a g em e n t
T ra in  the  T ra ine r
U n leash ing  yo u r C rea tiv ity
W in  th a t Job
W riting  P ro ce d u res
Strategic alliances
The Library actively seeks to develop and foster relationships w ith its stakeholders, 
clients and suppliers to continuously improve the range and level of services for 
our clients. In a period of reshaping, successful strategic alliances are param ount 
to maximise access to resources, m aintain a high profile for the University and to 
identify and adapt innovative practices.
R ecip rocal b o rro w in g
Reciprocal borrowing arrangem ents were re-negotiated w ith partners including 
all non-m etropolitan N SW  universities and N SW  TAFE (for all categories of 
borrowers). As a m ember of the U N ISO N  scheme, academic staff and post graduate 
students have reciprocal arrangements w ith N SW  metropolitan university libraries.
In te rlib ra ry  loans
Access to resources not located w ith in  the Library is supported by the Interlibrary 
Loans service. Participation in the national interlibrary lending scheme, coordinated 
by the A ustralian  Council of L ibraries and Inform ation  Services is fu rther 
sup p lem en ted  by special a rrangem en ts w ith  a nu m b er of libraries. These 
arrangem ents offer cost effective access to resources w ithin  the local area and 
strategic links to the business community. Partners include lllawarra Area H ealth 
Service, BH P Research Laboratories, Lucas H eights Research and public libraries 
in the lllawarra and South Coast.
In te rn a tio n a l links 
T he L ibrary  recognises the  
need for the U n iv e rs ity  to  
m aintain a strong international 
p ro f ile  an d  has d ev e lo p ed  
alliances and  a rran g em en ts  
w ith university libraries across 
the world. The Library hosted 
v isito rs from  G erm any  and 
A sia d u r in g  19 9 7 . O u r 
international alliance w ith the 
Prince of Songkla University 
continued  w ith  the H ead of Chusri Wongsanuwat, Price of Songkla University with 
C ataloguing Services v isiting John Shipp 
th e  L ib ra ry  in May. M iss 
Chusri W ongsanuwat spent a
m onth  in W ollongong, learning the features of the IN N O P A C  C ataloguing 
m odule.
The University of W ollongong Library was the chosen destination for Chris Gessel, 
a G erm an Librarianship student. Chris spent three m onths in W ollongong to 
com plete an internship. She was based in the Inform ation Services Division during 
her stay.
An Indonesian public official, D r Cosmas Batabura, received an in troduction to 
online researching during  a visit to W ollongong. The Library’s archive collection 
on labour relations was of interest to  D r Batabura's research topic: Comparative 
History of Industrial Relations in Indonesia and Australia.
The Library continued to support students in the field of library practice by offering 
p lacem ents to TAFE and university  students. Two TAFE studen ts and one 
university student com pleted the ir practical com ponents of study by working in 
specified areas of interest in the Library.
Library orientation program s were prepared for local H igh Schools to m eet an 
increasing dem and for th is service. Program s were developed in consultation with 
H igh School representatives and were designed to introduce students to the Library 
and to develop the ir awareness of basic inform ation literacy skills and the rapidly 
changing inform ation environm ent.
John Shipp and Felicity M cGregor attended the C ity Council’s 50th Anniversary 
celebrations and the launching of the book: History of Wollongong, edited by 
U niversity H istory  D epartm ent staff, Jam es H agan and Andrew W ells. The 
Archivist, Michael O rgan provided m uch of the illustrative material for the book 
and, w ith Carol Speechley, of the A boriginal Education U nit, contributed  the 
opening chapter: Illawarra Aborigines.
Felicity M cGregor was asked to join the Executive C om m ittee of the Illawarra 
Quality Im provem ent Netw ork (IQIN). IQ IN  is one of the most successful regional 
quality networks in A ustralia; its m ajor goal is to improve quality in business 
throughout the region.
O ther com m unity  activities:
• The Library welcomed over 2 ,000 visitors on Open Day in August
• An E-Team from Corrim al H igh  School spent a week in the Library using 
quality  tools and techniques to analyse and recommend im provem ents for the 
reshelving process
• The Faculty Librarian for Engineering, Craig Littler, conducted a Library session 
for eighty year 10 students participating  in the Girls in Engineering sum m er 
school
• John  Shipp continued to attend  m eetings of the Illawarra Historical Society, 
the Illawarra M useum and the N ational Trust, Illawarra Branch
• T he  A rch iv is t, M ichael O rg an , c o n tin u e d  his in v o lv em en t w ith  the  
W ollongong H eritage C om m ittee.
Library organisations
John Shipp and Felicity M cGregor attended m eetings of the Council of Australian 
University Librarians (CAUL). The University Librarians m et in W ollongong for 
the first tim e in O ctober and were welcomed by the Vice-Chancellor, Professor 
G erard Sutton. As an adjunct to the m eeting, an excellent sem inar on Research 
Grant Applications was prepared and presented by Pro Vice-Chancellor (Research), 
Professor Bill Lovegrove and the Dean of Inform atics, Professor Ah C hung Tsoi.
John Shipp and Felicity M cGregor attended m eetings of U N ISO N , the Com m ittee 
of Advice on Libraries, N SW  Vice-Chancellors’ Conference.
Interlibrary Loans Coordinator, Shauna Miller, continued in her role as secretary 
of the N SW  Australian B ibliographic N etw ork Users’ group and as secretary of 
the N SW  A BN  Interlib rary  Loans Special Interest G roup.
John Shipp was elected V ice-president of the Australian Library and Inform ation 
Association (ALIA).
Helen M andl, Faculty of Inform atics Librarian, was N SW  Branch Vice President 
of ALIA and treasurer of the South Coast Regional ALIA branch. Chrissy Ralston,
Community relations
Faculty Librarian for Creative Arts, and Craig Littler, Outreach Librarian, held 
the positions of President and Secretary, respectively, for the South Coast Regional 
ALIA branch.
Law Cataloguer, Tracy Sweeny, continued her association with the Australian Law 
Librarians Group and membership of the Law Society of N SW  and Women Lawyers 
Association of NSW.
Requests for visits from a number of other libraries were received. Visitors were 
interested in the Library’s quality management programs, approaches to staff training 
and development, information literacy programs and the interlibrary loans service.
On our part, a visit to Griffith University Library and the Queensland University of 
Technology Library' provided very useful information on re-engineering strategies, 
benchmarking activities and the use of consolidated services for some operations.
Collaborative projects between British and Australian libraries were formulated in 
London at m eetings attended by the University Librarian, John Shipp. H e also 
finalised arrangements on behalf of all Australian universities for electronic access to 
the Journal of Biological Chemistry from the Stanford University’s Highwire Press.
The Acquisitions Coordinator was invited to present a paper on the topic of Quality 
Management in Libraries at the Country Public Libraries Association of N SW  1997 
Annual Conference in July.
O th er organisations
Staff m embers continued their support of the Illawarra Q uality Im provem ent 
Network (1QIN) by attending network discussions and workshops. The Library' was 
invited to host an IQ IN  seminar and to present a case study on the Australian Quality 
Awards process at Achievement Level. The Quality Coordinator co-presented at an 
IQ IN  seminar on Quality Function Deployment.
John Shipp continued his membership of the Australian Vice-Chancellor’s Standing 
Committee on Information Resources and the Database Access W orking Group.
Technology Development Librarian, Neil Cairns, retained his position as Chairperson 
of the Australian Innovative Users Group users group for a second year. The group acts 
as a forum for all universities who are operating the Innovative Interfaces Management 
system.
Reference Librarian, Lynne W right, was asked to review two professional placement 
sub jects for Charles S tu rt U n iv e rsity ’s M aster o f A pplied  Science, Teacher 
Librarianship and Master of Education, Teacher Librarianship.
U n iv e rs ity  p a rtic ip a tio n
Library representation on University com m ittees and w orking parties was high. 
Participation is encouraged to assist professional developm ent, provide networking 
opportun ities and to improve awareness of U niversity issues.
John Shipp Academic Senate, C om puter Policy C om m ittee, Executive
and Senior Officers G roup, Library C om m ittee
Felicity M cGregor University Council, A dm inistrative C om m ittee, Academic 
Senate, L ibrary C o m m ittee , G eneral S taff D evelopm ent 
A d v iso ry  C o m m itte e ,  A c ad em ic  S ta ff  D e v e lo p m e n t 
C o m m itte e , In fo rm a tio n  T echno logy  Po licy  A dviso ry  
Com m ittee, South Coast Education N etw ork Planning G roup, 
Academic Com m ittee(Academ ic Services Division), Executive 
and Senior Officers G roup
Lynne W right





E ducational Innovations Sub C om m ittee , G eneric Skills 
W orking Party, S teering G roup (Literacies C oordinator), 
Educational Strategic Developm ent Funds Reference Group, 
D is a b ilit ie s  A c tio n  C o m m itte e , Service D evelo p m en t 
C om m ittee (Academic Services Division)
L ibrary C o m m ittee , In fo rm a tio n  Technology A dvisory 
C om m ittee, South Coast Education N etw ork
Teaching and Learning Research G roup, Faculty of Arts 
Education C om m ittee, Centre for Research in Textual and 
C ultural Studies, O rientation W orking Party
Labour H istory and Research Centre, Academic C om m ittee 
(Academic Services Division)
Academic C om m ittee (Academic Services Division)
Staff Development W orking Party of Educational Innovations 
Subcommittee, Teaching and Learning Research Group, South 
Coast Education N etw ork.
The Library presented a workshop on quality  m anagem ent and an overview of the 
Library’s quality  journey to the units w ith in  the Academic Services Division in 
October.
O n a lighter note, the Library fielded a team  in the Vice-Chancellor’s annual Run- 
Swim Challenge We were notable for our enthusiastic participation, if  not our 
sporting prowess!
Library Cheer Squad at "Che 'Vice-Chancellor’s Run-Swim Challenge
S u p p lie r  re la tio n sh ip s
Em phasis was placed on the progress of supplier relationships during 1997. 
O n g o in g  d ev e lo p m en ts , in n o v a tio n s to  su p p lie r  services and increasing  
com petitiveness of consolidated services occasioned a num ber of visits from 
suppliers. The A cquisitions Team and the Serials Team m et w ith key suppliers 
throughout the year. The Acquisitions Team prepared detailed surveys for suppliers 
to identify service expectations, the im pact of innovations and to provide supplier 
perform ance feedback
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Riva, Frances and Stephens, Bernadette (1997) Teleworking: a trial conducted at 
the University of W ollongong Library.' Paper presented at the 9th N ational Library 
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Shipp, John  (1997) ‘H elp ing  yourself dow n-under: self-service in Australian 
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in Academic Libraries: Future or Fallacy?, U niversity of Sunderland Press, 1997. 
Proceedings of a conference on Self-service held on 24-26 June 1996.
S ta ff members
A D M I N I S T R A T I O N
U n iv e rsity  L ib ra rian
J o h n  S h ipp  BA, D ip  Ed, D ip  Arch A d m in ,  AALIA (un ti l  A ugust)
D ep u ty  U n iv e rs ity  L ib rarian
Felicity  M cG reg o r  BA, D ip  Lib, AALIA
A d m in is tra tio n  C o o rd in a to r
Jo -a n n e  L om bard i (since Ju n e )
A d m in is tra tiv e  A ssis tan t
Lara D u g g a n
R esearch  Services L ib ra rian  
Pam Epe BA, AALIA
Q uality  C o o rd in a to r
M argie J a n t t i  BA, Lib & Into Sci, AALIA
S taff D e v e lo p m en t O fficer
Lorraine D en ny  BA, Assoc D ip  Bus ( H u m  Res Devt)
T E C H N I C A L  S E R V IC E S
T echnology  D e v e lo p m e n t L ib rarian
N eil  Cairns BA, D ip  Lib
T echn ica l Services C o o rd in a to r
Petra C arp en te r  BA (Lib Info Sci) AALIA
SYSTEM S
System s L ib ra rian
Karen L un t  BA Lib In f Sci, MLib
E lec tro n ic  Services L ib ra rian  
Neil G rant BA, D ip Lib
Jacqui Birchall BA, Lib & Info Sci
Sandi W ooton Assoc D ip (Lib Prac) (since May)
IN T E R  LIB R A RY  LO A N S
In te r  lib ra ry  L oans C o o rd in a to r 
Shauna M iller Lib. Prac. Cert.
Danica Booth (from May)
H eather K itchener Assoc D ip (Lib Prac) 
N ina Pierro 
Jen Lyons
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A C Q U I S I T I O N S
A cquisitions C o o rd in a to r
Traci Rice Assoc D ip  (Lib Prac)
Anile Brown
M argaret C hand ler  Lib Prac Cert.
Michelle H udson  Assoc. D ip  (Lib Prat)
Raji George BA, BEd 
R odney Horan
Angela M an: BA, D ip  Info M gt Lib 
Frances Riva Assoc D ip  (Lib Prac)
Ross Sm ith  D ip  M gt
A ugusta  C ord ina  Assoc D ip  Bus Ate
B ernadet te  S tephens Lib Prat Cert
SERIALS 
Serials Coordinator
K im  Misios Assoc D ip  (Lib Prac) (until  Ju ly)
Helen Andrews 
Lindi C rich ton
D iane  DeFaveri BA, D ip  Lib, AALIA 
Cheryl E m in  Assoc D ip  (Lib Prac)
Sylvia Jacobs 
A udrey  Kew 
Carol R ichards
C A T A L O G U I N G
S enior C a ta loguer
Rod H ig h a m  BA (until  Sep tem ber)
M ichelle  A itk in  BA, D ip  Com (Bus Info Sys)
Sonya O llerenshaw  Assoc D ip  (Lib Prac)
M arion Pain Lib Prac Cert  
Sheree Pupovac B Teach,AALIA
Tracy Sweeny BA , D ip  Lib, LLB(Hons), G ra d  D ip  Leg Prac, AALIA
IN F O R M A T IO N  SERVICES
R eference Librarian
Lynne W right D ip Teach, D ip Lib
FACULTY L IB R A R IA N S
Chris Faricy BA, AALIA
K eith Gaym er BA, D ip Lib, AALIA
D eirdre Jewell BA, D ip Lib, ATC
Susan Jones BA, D ip  Lib, AALIA
Catriona M cG urk BA, D ip  Lib
Helen M andl BA, D ip  Ed, D ip In f  M an (Lib), AALIA
Elizabeth Peisley G rad D ip  A pp Sci, D ip  Teach
Chrissy Ralston B Soc W ork, D ip A pp Sc (Info), AALIA
O utreach Librarian
Craig L ittler BSc (Arch), BA, D ip  Info Studies, AALIA (since May)
SPEC IA L C O LLEC TIO N S 
A rch iv is t
Michael Organ BSc, D ip Arch Admin
S pecial C o llec tions O fficer
Tanya Price BA, Dip. Inf Man (Lib) (until June)
LO A N S
L end ing  S ervices C o o rd in a to r
Sue Craig BA, D ip Ed, D ip Lib
R eserve  C o o rd in a to r 








Shandell O 'N eill Assoc D ip (Lib Prac)
N orbert Pauly 
Frances Pinkerton
Denise Prowse Assoc D ip (Lib Prac)
Carolyn W erner 
M argaret W illiam s 
Carol Woolley
LAW
Law  L ib ra rian
Elizabeth W hite  BA, G rad D ip Lib 
Gay A ntonopoulos BA, A ALIA
Cheryl B rindle-Jones BA (Lib Info Sc), Assoc Dip (Lib Prac) 
Vicki D odd G rad D ip Info M gt 
A nnette M eldrum
Sandi W ooton Assoc D ip (Lib Prac) (until May)
C U R R IC U L U M  RESOU RCES CEN TR E 




K im  M ulligan
S tatistics
IN F O R M A T I O N  D E S K  E N Q U I R I E S LO ANS
1995 1996 1997 1994 1995 1996 1997
Directional 11,681 9,352 10,748 General 349,287 410,847 369,060 374,065
Catalogue 8,999 9,302 8,459 Reserve 49,557 44,028 43,144 42,143
Reference 8,066 5,934 6,510 Total 398,844 454,875 412,204 416,208
Special Collections; 2,159 1,904 1,924
Telephone 6,160 4.616 4,441 C u rr icu lu m  Resources
CD-ROMS 12,517 6,688 7,075 General 19,945 19,723 24,224 28,156
Other 26,613 23,697 27,011 Reserve 6,453 8,484 10,721 11,921
Totai 76,195 61,493 66,168 Total 26,398 28,207 34,945 40,077
1994 1995 1996 1997
LAW  IN F O R M A T IO N  E N Q U IR IE S Entry  Gate
1995 1996 1997 Library 1,285,543 1,390,912 876,167 986,671
Directional 3,183 2,210 2,367 CRC 70,248 77,226 75,225
Catalogue 1,877 1,695 2,097
Reference 5,271 3,909 3,348
CD-ROMS 2,198 1,950 1,875 C O L L E C T IO N
Other 8,218 3,663 3,295 1994 1995 1996 1997
Tota l 20,747 13,427 12,977 Central Library
Monographs 337,590 353,737 377,525 391,383
Serials Vols 135,466 139,745 162,173 165,979
O T H E R  E N Q U IR IE S Subscriptions 6,059 6,159 2,896* 2,598
1995 1996 1997
Special Collections 4,885 5,600 5,373 Law  Library
Serials 239 484 253 Monographs 12,819 16,867 18,498 19,610
Serials Vols 26,297 26.836 27.863 28,403
Subscriptions 1,371 1,371 699* 523
IN T E R L IB R A R Y  L O A N S
1994 1995 1996 1997 * Signifcant reduction due to cancellations and syste
Requested by change over
Wollongong 15,894 14,302 11,232 8,921
Items Received 12,642 11,225 9,826 7,972 A T T E N D A N C E  AT IN T E G R A T E D
Requested from L IB R A R Y  S K IL L S  C L A S S E S
Wollongong 6,223 6,057 6,967 6,285 1995 1996 1997
Items Supplied 4,465 5,235 5,044 5,111 Arts 451 718 572
Commerce 900 1,005 1,278
Creative Arts 482 539 513
C A T A L O G U IN G Education 1034 468 504
1994 1995 1996 1997 Engineering 817 524 571
Monographs 11,673 15,088 14,740 11,833 Health & Behavioural
Serials 475 424 586 641 Science 801 1132 1,327
Non - Book 510 635 1,594 962 Informatics & STS 898 934 502
Law 449 650 509
Science 492 713 681
A C Q U IS IT IO N S Total 6,324 6,683 6,457
1994 1995 1996 1997
Monographs A tte n d a n c e  a t G e n e r ic  Skil ls  C lasses
- new titles 11,935 12,648 15,221 12,909 4,452 4,013 4,397
- additional titles 2,369 3,933 1,859 2,001
Monographs C D  R O M  & O N L IN E  S E R V IC E S
- donations 1,059 2,983 3,304 2,041 1994 1995  1996  199
CDROM Searches 51,053 53,953 45,318 N/A 
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Glossary
A B N  Australian Bibliographic Network
ABS Australian Bureau oi Statistics
ACLIS Australian Council of Libraries and Information Services
AIMA Australian Information Management Association
ALIA Australian Library and Information Association
Ariel Document Transmission Software
AQC Australian Quality Council
CARL U ncover  Document Delivery Service
C AUL Council of Australian University Librarians
C ED IR Centre for Educational Development and Interactive Resources
C D ROM Compact Disk Read Only Memory
CLIP Compulsory Library Introductory Program
CRC Curriculum Resources Centre
CSF Critical Success Factor
DEETYA D e p a r tm e n t  o f  E m p lo y m e n t ,  E d u c a t io n ,  T ra in in g  and 
Youth Affa
EBSCOdoc Document Delivery Service
H T M L  Hyper Text Markup Language
IDEAL International Digital Electronic Access Library
Info lab  Electronic Database room
In n o p ac  Integrated Library Management System
IQ IN  Illawarra Quality Improvement Network
I T  Information Technology
K PI Key Performance Indicator
N etsc ape  World Wide Web browser software
P rosp ec t  2005 Library’s vision document
QSE Quality and Service Excellence
SCEN South Coast Education Network
T Q M  Total Quality Management
UM I In fo s to re  Document Delivery Service
W W W  World Wide Web

